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• Projects Background
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DHFS Business Drivers

• Reduce Workload on Eligibility Workers
• Reduce Administrative Costs
• Reduce Food Stamp Error Rate
• Improve Customer Service
• Streamline Processes and Policies
• Increase Participation in the Food Stamp Program
• Enhance coordination and cooperation between the state

agency, local agencies, and community-based organizations
• Increase coordination between Food Stamps and other public

assistance programs
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Applying technology to the
Business Drivers: The Vision
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Projects Background

• In order to meet its vision, DHFS has begun working on
following two major initiatives:
– Web-based Customer Self Service Toolbox (CSST)

• Funded by FS Program participation grant
– Web-based Eligibility Management System

• Phase I includes converting CR & AE
functionality to web which is part of IM workload
reduction initiative

• Future phases will incrementally convert
remaining CARES functionality to web
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FS Program Participation Grant

• Offered by USDA’s Food and Nutrition Services in Jan. 2003
• Wisconsin’s proposal described the creation of a Web-based

Customer Self Service Toolbox to achieve business drivers
• Proposal asked for $2 million dollars for a project that we

estimated would cost over $3.5 million (with staff costs,
systems costs, partner costs, etc.)

• FNS awarded a $1.71 million grant to Wisconsin in June
• Grants were also awarded to:

University of Oklahoma/Oklahoma Department of Human Services - $843,075
New Jersey Department of Human Services - $848,570
Virginia Department of Social Services - $813,831
Rhode Island Department of Human Services - $785,000
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Web-based CSST Overview
� Develop Web based Screening tool

– Offer preliminary eligibility
determinations for various programs

� Develop Web based Application for Services
� Allow clients to access information over the

Web
� Provide Web based Change Reporting
� Expand Inbox functionality

� Expand the existing Inbox functionality
to handle applications, change reporting,
and reviews submitted via the Web or
mailed in for additional programs

� Expand data auto-population capabilities
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Web-based Customer Self Service Toolbox
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Web based Eligibility Management System
� Design an Intelligent Driver Flow

� Collect only required data based on household
composition and program(s)

� Create On-Line Data Exchanges
� Explore using data brokers to facilitate Web

based on-line data exchange
� Permit workers to select programs when

determining eligibility
� Implement Intelligent Eligibility Determination

(IED) logic
� Redesign Alerts and provide more information

online
� Improve process for notices and letters
� Provide Master Client Index functionality
� Provide imaging capabilities for storage of

verification documents in an electronic case file
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Web-based Worker Interface -
Phase I

Project Update
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Tentative Schedule

Phase                  Dates           Weeks
Requirements 08/04/03 - 10/17/03 11
Design 10/20/03 - 12/19/03   9
Development 01/05/04 - 05/07/04 18
System Testing 05/10/04 - 06/25/04   7
User Acceptance Testing 06/28/04 - 08/13/04   7
Training 08/16/04 - 09/17/04   5
Production Readiness 09/20/04 - 09/24/04   1
Go Live 09/27/2004
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Web application provides enhanced
support to workers

• Graphical user interface promotes usability
• Collects and presents information using standard

approaches
• Interface flexibility allows for business-based design
• Navigation techniques provide quick and easy way to

complete desired tasks
• Users find Web applications easy to learn and use
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Key considerations

• Make content easily accessible to groups often excluded
• Design with the audience in mind
• Designs are based upon what the worker wants, not what

the state thinks they need
• Allow end users to perform usability testing of

prototypes
• Create easy-to-use, intuitive, consistent page-layout



Current Mainframe View



Potential Web View
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Proposed Vision for Client Registration
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Application Entry Flow (Under Discussion)
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Questions/Comments


